~Z TELUS

bele

British Columbia Lottery Corporation

Culture Assessment

TELUS Transformation Office
December 12, 2018




1.0 Executive Summary
BCLC is an organization comprised of engaged, dedicated employees that strive to do what's good

for customers and the Province of British Columbia. Employees possess a shared purpose in
addition to exemplifying a resilient and proud culture focused on providing an incredibly valuable

service to British Columbia.

BCLC executives realize that even with a dedicated, customer-centric team, change is needed.
The organization's customers or players have new expectations, and BCLC faces threats from
disruptive competitors that didn’t previously exist. As a result, BCLC wants to introduce a more
agile mindset to help the organization reduce bureaucracy, fiatten hierarchies and better
collaborate to ensure customer needs are met. The desired end state is one where teams make
guick yet thoughtful decisions, based on a shared vision and strategic plan.

Executives ought to ensure that changing how the crganization communicates, collaborates and
pricritizes customer initiatives does not come at the expense of their already engaged cuilture.
This change will require the support and dedication of the entire workforce, and if employees
cannot understand the why change is made or how it supports their desire to satisfy player
expectations and the Province, the results could impact the health of the organization.

To help assess the current strengths and potential threats that might impact the organization's
desire to become more agile, BCLC hired TELUS Transformation Office (TTO) to conduct an
organization-wide Culture Assessment. The assessment intended to accurately baseline the
current state of culture at BCLC and to provide a series of recommendations that positively and
effectively help BCLC to infroduce, execute and manage a change in strategy.
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